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Compass Program charts course for
business conduct

A vendor offers you a cellular phone. You've always wanted

two

Compass Program
questions and
answers ...

one and are flattered by the gift. Should you keep it?
You need some pens and paper at home so you
consider taking some from the company supply closet.
You think it won't hurt to take small items and feel
that they'll never be missed. Is it okay to take the
office supplies?
A colleague in another department has access to com
puter software that would really help you with an important
work project. Is it alright for you to copy the software?
The answer to all three
questions is no. Ethical dilem
mas and conflicts of interest
have existed in business
situations for decades. But
today they are being scrutinized more than ever before.
During the past decade, many
companies have addressed
these ethical dilemmas. They
have adopted compliance
programs that spell out how
employees should behave in
certain situations. In keeping
with this trend, the Blue Cross
and Blue Shield Association
recently required all members-including BCBSF-to formalize their business
conduct policies.
At BCBSF, we have always strived to maintain the
highest ethical standards. To help employees make the
right decisions in these often confusing situations, we have
developed a formal corporate compliance program. Called
the Compass Program™, it applies to all employees and
members of our Board of Directors. It is designed to:

with the Compass Program policies. These policies fall into
the following three main categories:

■
■
■

The protection and use of company assets and infor
mation;
Business relationships with persons outside the com
pany, and business transactions we conduct on behalf of
the company; and
The work environment and our relationships with
fellow employees.

The Compass Program booklet
contains both quick summaries and
comprehensive explanations of
these business conduct policies. It
also describes how BCBSF will
administer the program.
During Compass Program
education meetings, all employees
receive a program booklet and a
desktop card with helpful phone
numbers. Employees also view a
video depicting common workplace
scenarios, and have an opportunity
to ask questions. All employees
who attend these sessions are asked
sign the certification form in the
back of the booklet and return it to their manager.
If you have not yet received your Compass Program
orientation, or have not yet returned your certification
form to your manager, please discuss the matter with
your immediate supervisor.
And please keep the Compass Program booklet handy.
"This booklet is an invaluable tool to guide you through
the decision-making process when you are uncertain about
the ethics of a business decision," says Wood. If you are still
unclear about a situation, consult with your immediate
supervisor, the Human Resources Employee Relations
Department, the Legal Affairs Division or the Corporate
Compliance Office.
(continued on page 2)
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BCBSF employees
save four trees
by recycling...

BE SURE TO TRASH:

• Carbon pope,, socky lobe!,,
1yYok envelopes, photog,ophs
• Food w1oppers, food product,,
plastic ,trapping. styrofoom
products, ton•r cootai�1
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■
■
■

Educate us on the legal and ethical rules of accepted
business practice;
Raise our awareness of questionable conduct; and
Provide us with ways to report suspected ethics
violations.

"The Compass Program is a navigational tool that we
will use to 'chart the course' for business conduct and
ethical decision making," says Mary Wood, Vice President,
Corporate Compliance. "It will equip employees with the
knowledge they need to make fair, informed business
decisions without exposing themselves or the company to
legal liability or other unacceptable risks."

Under the Compass Program, we are all responsible for
the three R's-Recognizing, Raising and Resolving busi
ness conduct questions. We should all familiarize ourselves

The Compass Program
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The Compass booklet is an invalu
able tool to guide you through the
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Compass program
It's important to understand that your obligations
do not end with your own personal business activities.
You are also responsible for reporting possible violations
by others. You may make such reports without fear of

Reporting violations

Answers to your
questions

Here are some of the most common questions
employees have asked about the Compass Program.

Q: What should I do if a business contact sends

A:

profile is published by the
Public Relations Division to
educate, inform and recognize
the employees of Blue Cross
and Blue Shield of Florida.
All rights are reserved. This
publication or parts thereof
may not be reproduced in
any form without permission.
Copyright 1995.
Articles and photographs
about the company's programs,
policies, products and people
may be submitted for considera
tion. Please send to: Joyce
McCall, Public Relations,
Riverside Home Office Com
plex, 9T. For information, call
(904) 791-8274.

Q:

A:
Q:

A:

Q:

A:

a gift, such as food, to me or my staff?
The appropriate action to take depends of a
number of factors, such as the value of the
item and the circumstances of the gift. It is
never appropriate to accept a gift of excessive
value, or one that is intended to influence
specific business decisions. Such gifts should
be returned to the sender with a note of thanks
and an explanation of our policy. If this is not
practical, the item may be donated to a local
charity, or shared with the entire staff. In any
event, the senders should be informed of the
company's policy.
However, our policy does not prohibit the
acceptance of gifts of nominal or minor value
that: are merely tokens of respect or friend
ship; are not related to any transaction; or are
offered to others having a similar relationship
with the firm or individual.
Employees in Government Programs or
FEP should, generally, decline any gift or
gratuity from a business contact. Any excep
tions should be cleared in advance with the
Legal Affairs Division.
May I sell Girl Scout cookies or other items
that benefit charities at work? What about
other items such as Mary Kay or Avon
cosmetics?
No. All of these examples violate BCBSF's
solicitation policy (No. 4.7 in the Human
Resources Policies and Procedures Manual).

Should I report problems I may have getting
along with another employee to the
Compass Program?
If you believe the other employee is violating
the law or company policy, you should talk
with your supervisor or any of the resources
listed on the inside back cover of the Compass
Program booklet. If you do not suspect a
violation of policy, your problems with
another employee should be taken up with
your management or the Human Resources
Employee Relations Division.
May I occasionally take small items-such
as pens or note pads-from the supply
closet for my personal use at home?
While this may seem harmless, company
policy forbids it. It is your responsibility to
make sure company assets-including equip
ment, inventory, supplies, software, etc.-are
used only for valid company purposes.
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(continued)

retribution. You also may be assured that all question
able activity will be thoroughly investigated first
before any action is taken.
You may report possible violations to any of the
same people and offices whom you may consult if
you are unsure about a situation: your immediate
supervisor, the Human Resources Employee Relations
Department, the Legal Affairs Di vision or the
Corporate Compliance Office. In addition, a special
telephone Helpline has been created for employees to
report violations. You can reach the Helpline by
dialing (904) 791-6300 or 1-(800)-333-9797, ext. 6300.

Implementation of the Compass Program won't
really change the way we do business. Most of us
already strive each day to maintain ethical principles
and follow legal rules.
However, the program requires that we follow
company policy regarding our assets, business associ
ates and employees. It also requires us to report any
activities that we believe are unethical or in violation of
the program. Violation of any of the policies may result
in disciplinary action.

Implementing the Compass Program
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EMPLOYEE CONTACTS
FOR THE
COMPASS PROGRAM

■
■
■
■

Immediate Supervisor- or any
member of Management
Human Resources Employee Relations
Department, (904) 791-8169
Legal Affairs Division, (904) 791-8720
Compliance Office, (904) 791-8744
Compass Program Helpline,
1 (80�333�797, E�.6300
(Jacksonville employees dial 6300
from inter-office phones or dial
791-6300 from outside lines.)
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Compliance with the Compass Program is one way
we can all take responsibility for our company's future.
Since Compass is a program of self-governance, the
effectiveness of the program depends on each of us.
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Success of the Compass Program
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Jacksonville property purchased:

Update on strategic facilities planning

)

last October, Profile featured an article on BCBSF's
strategic facilities planning study. Bob Cooper, director
of Strategic Facilities Planning, answered several
questions regarding the study and its progress. After
the company's May 9 purchase of 130 acres of property
in Deerwood Park in Jacksonville, Profile again inter
viewed Cooper for an update on the facilities study
and what this purchase means.
Why have we purchased property at Deerwood Park
North in Jacksonville?
After carefully studying several factors, we elected to
purchase property in Jacksonville as a cost-savings
measure. We closely studied our operational and
workforce needs; our business climate; projected
financial impact of our current facilities strategy and
the options available to us; and the commercial real
estate marketplace. The decision to purchase property
also was based, in part, on the rising costs to lease
commercial office locations and the diminishing
availability of desirable property in Jacksonville. Our
analysis led us to conclude we should purchase a
suitable site because the available land options that
could accommodate our future facility requirements
are declining.

Does this purchase mean we will be constructing a new
home office facility?
Our property purchase does not mean we are announc
ing construction of a new facility, though we are in the
final stages of our study. We are examining and analyz
ing several options available to us. The primary option
we are reviewing assumes we will construct a new office
complex. We hope to conclude our study no later than
December 31, 1995.
A prior issue of Profile indicated occupancy of a new
building could take place in the second quarter of 1997.
Is that timeframe still accurate?
Taking occupancy of a new facility in the second quarter
of 1997 remains one of the options we are studying. We
continue to use that target for scheduling purposes as
we continue our planning process. Several factors,
including internal business initiatives, could have an
effect on this scenario.

The all-employee memo announcing the property
purchase stated site improvements would begin shortly
after the purchase. What kind of work will be done and
when will it begin?
The site's subsurface conditions are unsuitable for any type
of building other than a surface parking lot. Preliminary
site work includes removing the substandard material and
replacing it with acceptable materials (good soil) which
will require a significant amount of earth moving with
heavy equipment. The preliminary work will begin in the
next few weeks. We elected to undertake this work now so

we will not encounter any delays for potential occupancy
in 1997, should we decide to build a facility

Who has been awarded the contract for this prelimi
nary site work?
The Haskell Company will be doing the preliminary site
work and will act as general contractor, should we decide
to construct a new facility. Our agreement will provide
continuity between the two phases, if we choose to build.
The Jacksonville newspapers report a campus-like
center with three to ten buildings on the site. Do we
have plans for a facility like this?
A campus center, in addition to the Riverside Home
Office Complex, is the primary option we are consid
ering as we move
through our facilities
planning process. A
thorough analysis of
many options includes
projecting various
scenarios. While our
property could accom
modate three to ten
buildings, our pre
ferred scenario is a
multi-building facility:
approximately 630,000
square feet contained
in two six-story
buildings and one
eight-story building.
Should we make the
decision to construct
such a facility, we will
share concepts and/ or illustrations with employees.

-CD

If we build a new facility, what areas of operation will
be located at the Deerwood Park site?
We don't know that at this time. In 1994, we conducted a
survey of all operational areas-their interdependencies,
space and equipment needs-to determine the most
efficient configurations. We plan to revisit and update
this study to determine the ideal arrangements for
operational areas.

Will a new facility include a consolidation of
the regions?
We have no plans to consolidate the regions. Our regional
offices are critical to customer service efforts, marketing
strategy and our commitment to work closely with local
providers, customers, prospects and community and
business leaders.

What will we do with the Riverside Home
Office Complex?
We will retain ownership of RHOC. Right now we plan
for a multiple site scenario where we would house our
Jacksonville staff in three sites-RHOC, the new compus
center and leased properties.

HOI earns NCQA accreditation

Health Options, Inc. has earned full accreditation from the National Committee for Quality Assurance (NCQA).
NCQA is an independent, non-profit organization that evaluates the quality of managed care plans. The organi
zation is recognized nation-wide for its rigorous standards and emphasis on continuous quality improvement.
"NCQA accreditation is the seal of quality all consumers should look for when considering a health plan,"
said Ernie Brodsky, Vice President, Health Care Services. "Full accreditation shows we are fully committed to
providing our customers with quality care."
The next issue of Profile will take a closer look at the NCQA accreditation and its meaning to our customers
and the organization.

News on reengineering

You can learn more about our reengineering efforts in coming issues of Reengineering Forum. This all-employee
newsletter is designed to communicate information about our business transformation efforts. Two issues have
been published and more are planned as we continue to reengineer our first two business processes - Medical
Service Performance and Group and Member Set-Up.
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Customers become advocates

Group customers, from small businesses to major
accounts, have become strong advocates for managed
care, providing state and federal legislators with a
consumers' perspective that managed care works. As
participants in our Member Advisory Council (MAC)
program, these customers have opportunities to
directly convey their opinions to legislators and to
BCBSF executives.
The regional-based councils bring BCBSF
executives and regional leadership face-to-face
with customer CEOs and key decision makers.
The customer-feedback program has become
increasingly effective in channeling customer
concerns into positive action.
The Member Advisory Council is a customer
feedback program that brings BCBSF executive
MAC was established in 1984 to help us become
and regional leadership face-to-face with
more customer oriented. The program enables us to:
customer CEOs and ketJ decision-makers to
■ Listen to and learn from our customers;
influence lawmakers and become agents of
■ Better understand and meet their needs; and
change in the health care system.
■ Encourage them to become active partners in
controlling health care costs in their managed
care programs.
'We not only want customers to feel that we are respon
sive to their needs, we also want them to know that they
have a role in how we do business," says Torn Albright,
Senior Vice President and Chief Marketing Executive.
Nine MACs are located throughout the state-in Jack
sonville, Gainesville, Tallahassee, Pensacola, Orlando,
Tampa, Lakeland, Miami and Fort Lauderdale. The
councils are comprised of representatives from more
than 200 of our customer groups that range in size from
20 workers to thousands of employees.
Each council meets twice a year. During the
meetings, BCBSF leadership engage our customers in

Face-to-face meetings

candid discussions on such topics as: current business
issues; health care reform; provider networks; product
needs; and employee benefits. The meetings are
small-usually with 15 or fewer MAC members. This
gives members a chance to: exchange ideas; point out
areas for improvement; give feedback on our products
and services; and identify and talk about issues that
concern them.

As customers have realized the benefits of the MAC
program, participation has improved and the scope of
the program has expanded. "More CEOs and high-level
decision makers are becoming involved," says Albright.
"In addition, the scope of the discussions has expanded.
Members have moved away from talking about claims
issues, and now want to know how we can work
together on health care reform."
This year, for example, MAC members participated
with BCBSF in a "business roots" campaign that
involved making group conference calls to state legisla
tors. During the calls, members expressed their satisfac
tion with their managed care programs and urged
lawmakers to defeat anti-managed care legislation.
"It felt good to talk to the legislators on the phone,"
said one MAC member. "I felt like I made a difference."
"As a result of the MAC program, we have developed
a state-wide network of informed, influential, third-party
business leaders who, in partnership with BCBSF, are
becoming agents of change in the health care system," says
Albright. "The program has also strengthened our position
with lawmakers. They know that when we speak on behalf
of managed care, we're not just speaking for ourselves, we
also are speaking for employers across the state."
Collectively, customers made 30,000 contacts with
legislators during the "business roots" campaign.
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Recycling works: You saved four trees last year

Recycle enough pieces of paper and you'll be saving a
tree. Participate in the recycling program at Blue Cross
and Blue Shield of Florida and you'll be saving a forest.
It's true. In 1994, each employee
YOU CAN MAKE A DIFFERENCE
spared four trees from chain saws
Recycling paper conserves all the resources used in processing
simply by tossing paper in the
new paper: wood, water and electricity. Here's what BCBSF
employees accomplished in 1994.
company's recycling bins, rather
than
in the trash. As a group, the
EACH EMPLOYEE
CORPORATE
SAVED
TOTALS
company's environmental heroes
saved 21,200 trees, a virtual forest.
21,237 trees
Four trees
But the savings didn't stop there.
BCBSF's paper chase also elimi
nated the need for millions of
Enough electricity to
5.1 million
gallons of water and millions of
run an average
kilowatts
kilowatts of electricity that manuhousehold for
one month
facturers would have used to
produce new paper. And there's
Enough water to
8.7 million gallons
more. Having a well-run recycling
wash 68 loads
of water
of laundry
program also saved the company
money. In 1993, when employees
recycled instead of trashed, the company avoided paying
$83,900 in landfill and waste pick-up charges. Last year,
that savings grew to $95,700.

Any successful recycling story must begin with employee
initiative and administrative support, according to Bob
Hamilton, manager of Engineering and Building Services.
"The program is successful because employees are
willing to take that extra effort," says Hamilton. "And
the corporation is behind it. We look at this both from a
cost-avoidance side and as an environmental issue."
Today, because of that company-wide support,
Hamilton believes BCBSF is leading the corporate pack
in Jacksonville. After years of fine tuning its recycling
efforts, the company last year recycled 75 percent of its
waste, leaving just 25 percent for the landfills.
In raw numbers, the company recycled nearly 2.5
million pounds or 1,250 tons of paper. Dump all that

Employee efforts yield success

4

paper into half-ton pick-up trucks, and the resulting
caravan would stretch from the Riverside Horne Office
Complex all the way to Freedom Commerce Center.

During the next decade, the company will continue to
blaze paper trails to its recycling bins, Hamilton says.
In addition to paper, BCBSF also plans to continue
recycling the fringe from tons of computer paper
processed in the mailroom, aluminum cans, and more:
batteries, fluorescent light bulbs, mercury containing
bulbs, glass, corrugated cardboard, construction trash,
paint, copper and refrigerant.
Did you know that equipment in the Riverside Horne
Office Complex rnailroorn each day vacuums and com
pacts computer paper fringe into a half-ton bale? And did
you know that BCBSF recycled the blue band at the top of
the building after it was damaged by a storm?
With an eye open to possibilities, the company is
researching methods to recycle or
reduce consumption of
styrofoam and hopes to
install equipment to
BE SURE TO TRASH:
bale cardboard.
• Carbon paper, sticky labels,
The flip side of the
tyvek envelopes, photographs
recycling coin is conser
• Food wrappers, food products,
plastic strapping, styrofoam
vation. Each time you
products,
toner containers
use a piece of paper, you
can multiply it 4,000 or
5,000 times-one more
page for each BCBSF
ernployee. So, as the
company looks for ways
to recycle every available
scrap, it will also encour
age employees to lower
consumption.
And who knows where that might lead? Maybe
BCBSF employees will save two forests in 1995.

Recycling more materials
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